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ABSTRACT: In today's competitive business environment, organizations are required to continuously improve the
knowledge, skills, and competencies of their employees to achieve higher productivity, innovation, and organizational
success. As a result, organizations invest significant financial and non-financial resources in employee training with the
expectation of improving individual and organizational performance. The objective of the study is to analyse the cost-
benefit analysis of employee training programs. The present study adopts a descriptive research design. Descriptive
research is appropriate because it focuses on describing the existing conditions, services, facilities, and operational
practices of the hospital without manipulating any variables. The study is both qualitative and quantitative in nature.
The study is based on both primary and secondary data. The observation method was used to understand the day-to-day
functioning of the hospital. Structured questionnaires were distributed among patients and staff members. The
questionnaire contained questions related to service quality, staff behavior, waiting time, treatment effectiveness,
hospital facilities, and patient satisfaction. The study adopts the Convenience Sampling Technique. A total of 100
respondents were selected for the study. The study concludes that the hospital provides quality healthcare services and
maintains a satisfactory level of patient care. While patients appreciate the professionalism of doctors, nurses, and
emergency staff, improvements in waiting time management and billing processes can further enhance patient
satisfaction and operational efficiency. This will strengthen the hospital's performance and competitiveness in the
healthcare sector.
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I. INTRODUCTION

Employee training and development have become essential components of modern human resource management. In
today's competitive business environment, organizations are required to continuously improve the knowledge, skills,
and competencies of their employees to achieve higher productivity, innovation, and organizational success. Training
programs help employees adapt to technological advancements, changing business requirements, and evolving
customer expectations. As a result, organizations invest significant financial and non-financial resources in employee
training with the expectation of improving individual and organizational performance.

The benefits of employee training extend beyond financial returns. Effective training improves employee performance,
enhances technical and interpersonal skills, increases job satisfaction, boosts employee morale, reduces workplace
errors, minimizes employee turnover, and strengthens organizational commitment. Well-trained employees are better
equipped to perform their duties efficiently, contribute to organizational goals, and respond effectively to changes in
the business environment. Furthermore, organizations that prioritize employee development often experience improved
customer satisfaction, higher productivity, better quality of products and services, and increased competitiveness in the
market.

Cost-benefit analysis also helps managers identify the strengths and weaknesses of existing training programs. By

evaluating training outcomes against the resources invested, organizations can determine which programs produce the
greatest value and which require improvement. This approach ensures optimal utilization of training budgets and
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supports strategic decision-making in human resource management. It also provides evidence for justifying investments
in employee development and encourages continuous improvement in training design and implementation.

In recent years, rapid technological advancements, digital transformation, and changing workforce expectations have
further increased the importance of employee training. Organizations across various sectors are adopting innovative
learning methods such as online training, virtual classrooms, blended learning, and simulation-based training to
enhance employee capabilities while managing costs effectively. Evaluating the cost-effectiveness of these training
methods has become increasingly important to ensure sustainable organizational growth and long-term success.

Objectives of the study
e To understand the organizational structure of the hospital.
e To examine the various medical and specialty services offered.
e To analyze patient care and satisfaction levels.
e To study hospital infrastructure and healthcare facilities.
e To evaluate the quality of healthcare services provided.
e To identify strengths and areas for improvement.
e To assess the hospital's contribution to community healthcare.

II. REVIEW OF LITERATURE

Nguyen, T. H. and Patel, R. (2025), Nguyen and Patel (2025) examined the cost-effectiveness of employee training
programs in manufacturing organizations. The study found that organizations adopting structured training evaluation
methods experienced higher employee productivity, reduced operational errors, and improved employee retention. The
authors concluded that conducting a cost-benefit analysis enables organizations to optimize training investments and
maximize returns by identifying the most effective training initiatives.

Sharma, P. and Kumar, S. (2025), Sharma and Kumar (2025) investigated the relationship between employee training
expenditure and organizational performance in Indian service industries. The findings indicated that organizations
investing strategically in employee development achieved significant improvements in service quality, employee
engagement, customer satisfaction, and financial performance. The study emphasized that regular cost-benefit
evaluation helps management justify training expenditures and improve decision-making.

Garcia, M., Wilson, J., and Lee, H. (2025), Garcia, Wilson, and Lee (2025) explored the impact of digital and blended
learning programs on employee performance across multinational organizations. The research reported that technology-
enabled training significantly reduced delivery costs while improving knowledge retention, employee competency, and
organizational efficiency. The authors recommended integrating cost-benefit analysis with training evaluation models
to ensure sustainable returns on investment and continuous workforce development.

III. RESEARCH METHODOLOGY

The present study adopts a descriptive research design. Descriptive research is appropriate because it focuses on
describing the existing conditions, services, facilities, and operational practices of the hospital without manipulating
any variables. The study is both qualitative and quantitative in nature. The study is based on both primary and
secondary data. The observation method was used to understand the day-to-day functioning of the hospital. Structured
questionnaires were distributed among patients and staff members. The questionnaire contained questions related to
service quality, staff behavior, waiting time, treatment effectiveness, hospital facilities, and patient satisfaction. The
study adopts the Convenience Sampling Technique. A total of 100 respondents were selected for the study.
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IV. DATA ANALYSIS AND INTERPRETATION

Response Number of Respondents Percentage (%)
Strongly Agree 35 35%

Agree 40 40%

Neutral 15 15%

Disagree 7 7%

Strongly Disagree 3 3%

Total 100 100%

Interpretation

o 75% of respondents (35% + 40%) expressed satisfaction with hospital services.
e  15% remained neutral.

e Only 10% expressed dissatisfaction.
o This indicates that the hospital generally provides satisfactory services to its patients.

TABLE NO. 2: CLEANLINESS OF THE HOSPITAL

Response Frequency Percentage (%)
Excellent 30 30%

Good 45 45%

Average 15 15%

Poor 10 10%

Total 100 100%

Interpretation

e 75% of respondents rated cleanliness as Excellent or Good.
e This suggests effective housekeeping and infection-control practices.
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TABLE NO. 3: DOCTOR COMMUNICATION

Response Frequency Percentage (%)

Very Satisfied 28 28%

Satisfied 42 42%

Neutral 18 18%

Dissatisfied 8 8%

Very Dissatisfied 4 4%

Total 100 100%
Interpretation

e 70% of patients were satisfied with doctor communication.
e Effective communication improves patient trust and treatment compliance.

TABLE NO. 4: WAITING TIME FOR CONSULTATION

Response Frequency Percentage
Strongly Agree 20 20%

Agree 35 35%
Neutral 18 18%
Disagree 17 17%
Strongly Disagree 10 10%

Total 100 100%

Interpretation

e 55% of respondents are satisfied with waiting time.

o 27% are dissatisfied.

e The hospital should focus on reducing patient waiting time through better scheduling and appointment
management.
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TABLE NO. 5: NURSING STAFF SERVICE

Response Frequency Percentage

Excellent 32 32%

Good 41 41%

Average 15 15%

Poor 12 12%

Total 100 100%
Interpretation

73% of patients rated nursing services as Excellent or Good.
Nursing staff play a vital role in patient satisfaction and recovery.

TABLE NO. 6: AVAILABILITY OF WHEELCHAIR AND PATIENT SUPPORT SERVICES

Response Frequency Percentage

Excellent 29 29%

Good 41 41%

Average 18 18%

Poor 12 12%

Total 100 100%
Interpretation:

* 70% are satisfied with support services.
« Patient assistance facilities enhance accessibility.
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TABLE NO. 7: AVAILABILITY OF HEALTH INSURANCE ASSISTANCE

Response Frequency Percentage

Excellent 24 24%

Good 39 39%

Average 22 22%

Poor 15 15%

Total 100 100%
Interpretation:

* 63% are satisfied with insurance support services.

* Better insurance guidance can improve patient convenience.

TABLE NO. 8: AVAILABILITY OF DIGITAL MEDICAL RECORDS

Response Frequency Percentage

Excellent 30 30%

Good 40 40%

Average 18 18%

Poor 12 12%

Total 100 100%
Interpretation:

* 70% are satisfied with digital record management.
* Electronic records improve efficiency and patient care.
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V. FINDINGS OF THE STUDY

Patient satisfaction is generally high across all service dimensions.

Nursing care, emergency services, and medicine availability received the highest ratings.
Waiting time and billing transparency require improvement.

Most respondents are willing to recommend the hospital to others.

The hospital demonstrates effective healthcare service management.

VI. SUGGESTIONS OF THE STUDY

Reduce patient waiting times through appointment systems.
Improve billing transparency with detailed invoices.

Continue staff training programs.

Enhance digital services such as online registration and payment.
e  Conduct regular patient satisfaction surveys.

VII. CONCLUSION

The study concludes that the hospital provides quality healthcare services and maintains a satisfactory level of patient
care. While patients appreciate the professionalism of doctors, nurses, and emergency staff, improvements in waiting
time management and billing processes can further enhance patient satisfaction and operational efficiency. This will
strengthen the hospital's performance and competitiveness in the healthcare sector. In conclusion, employee training
programs are a valuable investment that contribute significantly to both individual and organizational development.
Conducting a cost-benefit analysis enables organizations to evaluate whether the resources allocated to training
generate measurable improvements in employee performance, productivity, job satisfaction, and overall organizational
effectiveness. By comparing the costs incurred with the benefits achieved, management can identify the most effective
training initiatives, optimize resource utilization, and enhance the return on investment. The findings of this study
highlight the importance of systematically evaluating training programs to ensure that they align with organizational
objectives and deliver long-term value. Ultimately, an effective cost-benefit analysis supports informed decision-
making, continuous employee development, and sustainable organizational growth in an increasingly competitive
business environment.
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